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1 CONTEXT 

Electric mobility is developing in France as everywhere in Europe. The density of eCS (charging 
infrastructure for electric vehicle), their availability, their compatibility with users' vehicles, pricing and 
refill speeds are all decisive factors that contribute to consolidate the market for electric vehicles. The 
deployment of publicly charging stations for electric vehicles is so far in France mainly the business of 
energy distributors or their technical operators. The approach remains foremost primarily technical and 
financial. The European project eMOTICON carried by AURA-EE has proposed to various energy 
syndicates of Auvergne Rhône-Alpes (SYANE, SDE 03, …) to complete and consolidate this technical 
approach by questioning citizens in general and eCS users particularly. The objective is, by giving 
voice to users, to involve them in the deployment of eCS but especially to better know their experience 
feedback in order to improve as much as possible the existing and possibly adjust the deployment of 
new facilities. 

To this end, AURA-EE and its partners (SYANE and SDE03 ) have developed together a 
questionnaire for citizens and / or users. This questionnaire, once validated internally, was launched in 
spring 2018 by SYANE among its subscribers and more widely used by the energy unions of the 
eBORN network. It is the purpose of this publication to present the results of the SYANE 
questionnaire, as eMOTICON partner and recognized for the quality of its network within the 
framework of the European project. 

2 METHOD 

In May 2018, SYANE launched an email survey to its subscribers. A sample of 280 respondents was 
finally able to be exploited and is the subject of this presentation. In addition, AURA-EE also supported 
the realization of a survey for SDE03. 

Furthermore AURA-EE has also developed a questionnaire for tourism professionals and public 
authorities about the deployment of eCS. All these questionnaires (citizens / users, tourism 
stakeholders and local authorities) are freely available upon request to AURA-EE. 
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3 RESULTS 

280 questionnaires could be counted and are the subject of this analysis.  

 

3.1 PROFILE OF RESPONDENTS 

Nearly 70% of respondents live in rural and mountain areas. They use their rechargeable electric or 
hybrid car on trips (one way) less than 50 km to more than 80% of them. 10 brands of vehicles are 
used but almost 50% of their car is a Renault, followed far behind by a BMW (12% of owners) or a 
Nissan (less than 10% of owners). 

   

 

For 53% of the owners of electric vehicles, the real autonomy of their vehicle is less than 200 km. 

 

 

For nearly 70% of users, their subscription to the eCS network is recent, less than a year, which is 
characteristic of the ongoing development of electric vehicles in France. For nearly 40% of them it is 
even very recent (less than 6 months) and none of the subscribers has been for more than 2 years. 

 

38%

9%22%

31%

1.2 What kind of environment 
do you live in ?

Rurale

De montagne

Périurbaine

Urbaine

37%

44%

6%

13%

1.3 ‐ Average distance

< 20km

< 50 km

< 100km

>100 km

28%

28%

25%

19%

1.5 ‐ Operating battery 
autonomy ?

< 300km

< 200km

< 100km

> 300km

39%

29%

32%

0%

1.6 ‐ How long have you been a 
subscriber of the eborn 

network ?
<=6

<=12

<=24

>24
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The network of eCS seems to still lack recognition because it is the on-site display, directly in the eCS, 
which first made known the name of the network (eBorn). Communication, for example developed on 
the Internet so far, accounts for less than 20% of network knowledge. 

About 70% of eCS users already have (or are planning to use) a eCS either at home or at work. The 
public eCS can therefore appear in reality as a solution for troubleshooting or reassurance during their 
travels. eBorn subscribers do not subscribe to other networks (50% of responses). 

 

3.2 USE OF THE SERVICE 

Almost no subscriber uses eCS to refuel daily (less than 10% of responses). They are slightly more 
likely to use it on a weekly basis (32% of responses), but most of the users (62% of responses) 
remains very occasional (annual or at best monthly). This very occasional use is consistent with the 
availability of a eCS at home or at work, which makes the publicly eCS much less essential for most 
owners of electric vehicles that also drive anyway a few (journey less than 50 km ) with their vehicle, 
over distances in all cases well under their actual range (200 km). 

   

 

Most users are satisfied with an autonomy of a hundred km provided by their eCS (for nearly 70% of 
owners of electric vehicles) but some of them, quite numerous (more than 30% of responses), seek 
autonomy comparable to that of their vehicle (200 km). 

 

  

 

 

9%

40%

32%

19%

2.1 How often do you use eCS ?

Quotidienne

Occasionnelle (moins
de 10 fois dans
l'année)
Hebdomadaire

Mensuelle

31%

44%

12%

13%

2.2 What kind of autonomy are 
you hoping for ?

> 200km

> 100km

Quelques
dizaines de km

> 50km
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Nearly 50% of users shop or are at work while charging. 

  

 

Nearly 70% of the users of the eCS are satisfied with the installations, even if some of them (30% of 
the answers) note that this requires them to make a detour, corresponding to the density of equipment 
of the network on the territory. In the same proportions more than 70% of users are also satisfied with 
charging stations that allow them to refuel fully or partially while 30% of users would like a faster 
charge. 

 

 

 

The wait of the users is clear: to 64% they would like to be able to recharge elsewhere, in other 
regions, without being obliged to subscribe. 
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2.3 What do you do while charging ?

39%

32%

29%

0%

2.4 Are you happy with the number of 
eCS ?

Oui pleinement

Non car il n’y a pas de 
bornes aux endroits qu’il me 
faudrait

Oui mais cela nécessite de
faire quelques détours

Non je ne suis pas satisfait
pour une autre raison

24%

47%

29%

2.6 Are you happy  with the power of eCS ?

Oui, je recharge à 100% mon 
VE et les durées d’attente ne 
me contraignent pas

Oui, je recharge partiellement
mon VE en fonction du temps
dont je dispose

Non j’ai besoin de recharges 
plus rapides
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3.3 QUALITY OF SERVICE 

More than 40% of users use the information provided by the eBorn network website to locate their 
eCS, but more than 20% of them use a network of users (Chargemap) to do this. More than 90% of 
users are satisfied with the existing location means. 

  

 

Nearly 70% of users have already encountered problems when recharging their vehicle: among those 
who encounter these difficulties, for 34% of them, it was either a physical problem of the eCS itself, for 
22% it was a problem on the contrary related to their badge. In a more secondary way the users then 
encounter cabling and socket problems. 

  

64%

36%

2.7 Do you want to access to other eCS ?

Oui (préciser le nom des
départements ou la
zone géographique dans
le champs "Autre")

Non

5%

21%

42%

11%

21%

3.1 What tools do you use ?

ID charge

Chargemap

Site Eborn

GPS

Sites d'opérateurs de
mobilité

33%

22%

34%

7%
4%

3.3 Do you have any problem when recharging ?

Non

Oui, concernant le badge d'abonnement

Oui, concernant l'état physique de la borne
(occupée, hors service, déconnectée, etc.)

Oui, concernant le type de prise

Oui, concernant le câblage
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The booking service is not used for 70% of users who do not see the utility or find the system 
unsuitable. 

 

 

With regard to the information given on site, more than 70% of the users are satisfied, percentage 
which even goes up to 87% at the end of charge. 

  

Similarly, 66% of users are satisfied with the help desk and 22% of users do not have the opportunity 
to use it. 

 

 

58%
16%

16%

10%

3.4 Reservation service

Non, je n'en ai pas
besoin

Oui, mais cela ne m'a
pas réellement été
utile
Oui, je trouve cela
pratique

Non, celui‐ci n'est pas
adapté

52%

22%

16%

10%

3.5 Satisfaction about screen news

Oui, tout est clair

Plutôt oui (préciser les éléments qui
pourraient être améliorés dans le
champs "Autre")

Plutôt non (préciser les éléments
qui doivent être améliorés dans le
champs "Autre")

Non, c’est trop compliqué (expliquer 
pourquoi dans le champs "Autre")

71%
10%

16%
3%

3.6 Satisfaction after refuelling

Oui, tout est clair

Non, c’est trop compliqué (expliquer 
pourquoi dans le champs "Autre")

Plutôt oui (préciser les éléments qui
pourraient être améliorés dans le
champs "Autre")

Plutôt non (préciser les éléments
qui doivent être améliorés dans le
champs "Autre")

47%

22%

19%

3%
9%

3.7 Satisfaction about hot line
Oui, tout à fait

Non utilisé

Plutôt oui (préciser les éléments
qui pourraient être améliorés dans
le champs "Autre")
Plutôt non (préciser les éléments
qui doivent être améliorés dans le
champs "Autre")
Non, le service d'assistance n'est
pas satisfaisant (expliquer
pourquoi dans le champs "Autre")
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Nearly 80% of current users say they are not interested in the possibility of charging bicycles or 
electric scooters on eCS. 

 

 

3.4 PRICING 

Nearly 90% of users have knowledge (precise or order of magnitude) of pricing, 80% are satisfied with 
subscription plans and 63% find pricing attractive and understandable. 

  

  

 

3.5 GENERAL FEELING 

Nearly 90% of users have knowledge (precise or order of magnitude) of pricing and are satisfied. 

3%

78%

6%
13%

3.8 eCS for electric bikes ?

Non, ce service ne me concerne pas

Non, ce service ne m'intéresse pas

Oui, c’est un service payant dont je souhaite 
pouvoir disposer

Oui, c’est un service dont je souhaite pouvoir 
disposer uniquement en cas de gratuité de 
celui‐ci

42%
45%

13%

4.1 Knowledge about price

Oui, précisément

Plutôt oui, mais je 
regarde surtout 
l’ordre de grandeur 
lors de mes recharges

53%
27%

10%

10%

4.2 Satisfaction about types of 
subscriptions

Oui, tout à fait

Plutôt oui (préciser les éléments
qui pourraient être améliorés
dans le champs "Autre")

Plutôt non (préciser les éléments
qui doivent être améliorés dans
le champs "Autre")

Non, les formules ne sont pas
satisfaisantes (préciser pourquoi
dans le champs "Autre")

63%

34%

3%

4.3 Opinion about current rates
La tarification est
attractive et
compréhensible

La tarification n’est pas 
attractive (préciser 
pourquoi dans le champs 
"Autre")

La tarification n’est pas 
compréhensible (préciser 
pourquoi dans le champs 
"Autre")
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29%

48%

16%
7%

General feeling

Oui totalement

Globalement oui

A améliorer sur de nombreux
points (préciser ces points
dans le champs "Autre")

Pas du tout (expliquer
pourquoi dans le champs
"Autre")
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Improving the operation of charging stations for electric vehicles 
and ensuring there is always a station nearby! 

Questionnaire for eborn network subscribers 

The purpose of this subscriber-only questionnaire is to find out your feelings about the service as 
regular users of the network, and to identify areas for future development and improvement. 

If you subscribe to our service and use charging stations for electric and rechargeable hybrid vehicles 
(EV), please fill out this anonymous questionnaire to help us improve this service - estimated 
time: 10 minutes 
 

1 PROFILE 
1.1 YOU ARE A RESIDENT IN THE FOLLOWING COUNTY 

(DÉPARTEMENT)* 
 Ardèche / Drôme / Hautes-Alpes / Haute-Savoie / Isère / Allier / Other (specify) 

1.2 WHAT KIND OF ENVIRONMENT DO YOU LIVE IN?* 
 Urban  
 Suburban 
 Rural (fewer than 5000 inhabitants) 
 Mountainous (over  800m in altitude) 

1.3 WHAT IS THE AVERAGE DISTANCE YOU TRAVEL (ONE-WAY) USING 
YOUR RECHARGEABLE ELECTRIC OR HYBRID VEHICLE (EV)?* 

 <20km / <50km / <100km / >100km 

1.4 WHAT IS THE MAKE OF YOUR EV? 
 Renault / Nissan / BMW / Hyundai / Volkswagen / Kia / Tesla / Other 

1.5 WHAT IS THE OPERATING BATTERY AUTONOMY OF YOUR EV WHEN 
FULLY CHARGED?* 

 <100km / <200km / <300km / >300km 

1.6 HOW LONG HAVE YOU BEEN A SUBSCRIBER TO THE EBORN 
NETWORK? 

 X months (fill in) 

1.7 WHAT KIND OF SUBSCRIPTION DO YOU HAVE? 
 Individual 
 Fleet 
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1.8 HOW DID YOU HEAR ABOUT THE EBORN NETWORK? 
 Information on the charging stations 
 My local energy syndicate  
 Municipal Information 
 Local press 
 Other, specify: 

1.9 DO YOU HAVE, OR DO YOU INTEND TO INSTALL YOUR OWN 
PRIVATE CHARGING STATION AT HOME OR AT WORK?* 

 Yes  / No 

1.10 ARE YOU A SUBSCRIBER TO OTHER EV CHARGING 
NETWORKS? 

 Yes (specify which ones) / No 

2 USE OF SERVICE 
2.1 HOW OFTEN DO YOU USE PUBLIC CHARGING STATIONS FOR YOUR 

EV?* 
 Daily / weekly/ monthly / occasionally /less than 10 times per year) 

2.2 WHAT KIND OF AUTONOMY ARE YOU HOPING FOR WHEN YOU USE 
THE PUBLIC CHARGING STATIONS?* 

 A few dozen km / > 50km / > 100km / > 200km 

2.3 WHAT DO YOU DO WHILE YOUR CAR IS CHARGING? 
 Specify 

2.4 ARE YOU HAPPY WITH THE NUMBER OF CHARGING STATIONS 
AVAILABLE IN THE EBORN NETWORK?* 
 Yes, absolutely. 
 Yes, but I have to make a detour to use them. 
 No, because there are no stations in the kind of places I’d use them.  

Specify the kind of place (close to home, shopping centres, schools, gyms etc.) in which 
you would like to find charging stations. 

 No, I am not happy with the service for a different reason. Specify 

2.5 HOW MANY DIFFERENT EBORN CHARGING STATIONS HAVE YOU 
ALREADY USED?* 
 One 
 Between 2 and 5 
 Between 6 and 10 
 More than 10 

2.6 ARE YOU HAPPY WITH THE POWER AVAILABLE AT THE CHARGING 
STATIONS?* 
 Yes, I charge my EV 100% and the waiting time is no hindrance. 
 Yes, I partially charge my EV depending on how much time I have. 
 No, I need my EV to charge faster. 
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2.7 ARE THERE OTHER COUNTIES (DÉPARTMENTS), LOCATED 
OUTSIDE THE EBORN NETWORK IN WHICH YOU WOULD LIKE TO 
ACCESS PUBLIC CHARGING STATIONS USING YOUR 
SUBSCRIPTION (WITHOUT HAVING TO CHANGE)?* 
 Yes. Specify which county (department) or geographical area: 
 No 

3 QUALITY OF SERVICE 
3.1 WHAT TOOLS DO YOU USE TO FIND THE CHARGING STATIONS?* 
 eborn website 
 My vehicles GPS  
 ID charge (subscribers’ platform developed by eborn’s operator) 
 Mobility operators’ website 
 Other. Specify: 

3.2 ARE YOU HAPPY WITH THE EXISTING LOCALISATION MEANS?* 
 Yes 
 Yes, partly. Specify what improvements you would make. 
 No. Specify what improvements you would make: 

3.3 HAVE YOU EVER HAD ANY PROBLEMS WHILE USING THE SERVICE 
TO CHARGE YOUR VEHICLE? 
 No 
 Yes, depending on the plug type. 
 Yes, with the cable. 
 Yes, with the subscription badge. 
 Yes, concerning the physical condition of the station (in use, out of order, disconnected, 

etc.). 
 Specify:  

3.4 HAVE YOU USED / DO YOU THINK YOU WILL USE THE 
RESERVATION SERVICE FOR THE CHARGING STATIONS? 
 No, I don’t need to. 
 No, it isn’t adapted to my needs. Specify:  
 Yes, but it wasn’t particularly useful. Specify: 
 Yes and I find it very practical. 

3.5 ARE YOU SATISFIED WITH THE INFORMATION PROVIDED ON THE 
STATIONS, INCLUDING THE STICKERS AND THE DATA DISPLAYED 
ON THE SCREEN DURING CHARGING?*  
 Yes, it is all very clear. 
 Yes, but the following elements could be improved:  
 Not really, because following elements need to be improved: 
 No, it’s too complicated. Specify why:  
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3.6 ARE YOU SATISFIED WITH THE INFORMATION PROVIDED VIA YOUR 
ACCOUNT WHEN THE CHARGE IS COMPLETE (DURATION, ENERGY 
CHARGED, COST)?* 
 Yes, it is all very clear. 
 Yes, but the following elements could be improved:  
 Not really, because following elements need to be improved: 
 No, it’s too complicated. Specify why:  

 

3.7 ARE YOU HAPPY WITH THE USER ASSISTANCE SERVICE?* 
 Yes, absolutely. 
 Yes, but the following elements could be improved:  
 Not really, because following elements need to be improved: 
 No, the user assistance is not satisfactory. Specify why not.  

3.8 HAVE YOU USED, OR DO YOU PLAN TO USE THE EBORN NETWORK 
CHARGING STATIONS FOR ELECTRICAL BIKES OR SCOOTERS?* 
 Yes, it is a paying service that I wish to benefit from.  
 Yes, but only if it is free of charge. 
 No, I am not interested in this service. 

3.9 ARE THERE ANY COMPLEMENTARY SERVICES (OTHER THAN THE 
POWER CHARGING SERVICE) YOU WOULD LIKE TO ACCESS WITH 
YOUR EBORN SUBSCRIPTION? 
 Specify which ones. 

4 RATES 
4.1 DO YOU KNOW THE RATES APPLIED IN THE EBORN NETWORK?* 
 Yes, I know the exact rates. 
 More or less, but I focus on the most-to-least expensive recharge when I receive my 

statement. 
 No. (Specify why):  

4.2 ARE YOU HAPPY WITH THE TYPES OF SUBSCRIPTIONS OFFERED?* 
 Yes, absolutely. 
 Yes, but the following elements could be improved: 
 No, because the following elements need to be improved. 
 No, I am not happy with the subscription types on offer. Specify why not:  

4.3 WHAT IS YOUR OPINION ABOUT THE CURRENT RATES?* 
 The rates are attractive and easy to understand. 
 The rates are not attractive. 
 The rates are not easy to understand. 
 Specify: 
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5 OVERALL IMPRESSION 
5.1 GENERALLY SPEAKING, ARE YOU HAPPY WITH THE EBORN 

NETWORK?* 
 Yes, absolutely. 
 Overall, yes. 
 It could be improved in a number of areas, in particular: 
 No, not at all: (specify reasons) 

5.2 HAS THE EBORN NETWORK MADE USING AN EV SIMPLER?* 
 Yes, absolutely. 
 Overall, yes. 
 Not really. 
 Not at all. 

5.3 WOULD THE EBORN NETWORK BE A PERSUASIVE TOOL IN 
CONVINCING FRIENDS OR FAMILY TO OBTAIN AN EV OR TO RENEW 
YOUR EV?* 
 Yes, absolutely. 
 Yes, overall. 
 Not very much 
 Not at all 

5.4 DO YOU THINK ENOUGH INFORMATION IS PROVIDED ABOUT THE 
EBORN NETWORK?* 
 Yes, I have all the information that I need 
 No, I would like more detailed information. Specify: 

5.5 ADDITIONAL REMARKS 
 (Non-mandatory field) 

5.6 IF YOU WOULD LIKE TO BE INFORMED OF THE RESULTS AND/OR 
RECEIVE OUR NEWSLETTERS (3 PER YEAR), PLEASE PROVIDE 
YOUR E-MAIL ADDRESS. 
 Address 

Keep up to date with the eborn network, follow us on social media! 

Thank you for helping us to make electric transport more efficient! 

 

-  


